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KALUNGU DISTRICT LOCAL GOVERNMENT

Client Charter
Kalungu District Local Government

P.O. Box 1350
Masaka, Uganda
        
Foreword

I am greatly honored and privileged to present to you this client charter for Kalungu District Local Government. This Client Charter has been developed to enable us monitor the services we offer as well as get feedback on the adequacy, timeliness and quality services from our clients.  

By doing this, we set the Minimum Service Delivery Standards and Norms which we pledge to deliver to the satisfaction of our clients and stake holders.  In turn, we expect our clients to continuously provide feedback on the standards of service we offer and avail us the opportunity to evaluate ourselves which will be the basis for timely interventions where minimum standards and norms are not met in order to improve our performance.  

As the leadership of this new district , we are conscious of the needs of people. It is therefore our utmost desire to address them and to transform our communities into sustainable livelihoods and development.  We believe that this client charter will serve as a mechanism for improvement in the service delivery to our people. 
For God And My Country 
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AHMED NYOMBI MUKIIBI
DISTRICT CHAIRPERSON
Preamble

This Client Charter is a commitment between Kalungu District Local Government and district residents. It sets the minimum standards for the delivery of services in Kalungu District and sets out feedback mechanisms on the quality of services delivered by the district.

The District recognizes the potential benefits of using the Charter as a tool to drive change towards a more customer-focused approach throughout the District public Service. The Charter will go a long way to increase the organization's efficient, effective and economic use of the scarce resources.

This charter is linked to the resource constrained District Development Plan and Budget Framework Papers and will finally be operationalised through the annual budgeting process.

I wish to take this opportunity to thank all the stakeholders that took part in the formulation and development of this charter. I appeal to all clients and stakeholders to utilize this chance to improved service delivery in our district.
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NALUMANSI ROSE
CHIEF ADMINISTRATIVE OFFICER
1.1 INTRODUCTION

Kalungu District Local Government prepared this Client Charter based on the District’s Mandate/ Vision, Mission and Values. 

1.2
Mandate and linkage to national objectives and outcomes

Kalungu District Local Government derives her mandate of service delivery from the Constitution of the Republic of Uganda (1995), the Local Government Act Cap 243 and the National Development Plan (NDP)

The National objectives and outcomes are set out in the National Development Plan, Uganda's national planning framework to guide public action to eradicate poverty, defined as low incomes, limited human development and powerlessness. The specific contribution of Kalungu District to the National outcomes is reflected in its strategic objectives outlined below:

a) To contribute to the sustainable growth of the local economy taking into consideration all the interest groups. 

b) To promote a democratic  and accountable local government

c) To increase on the level of basic education

d) To provide accessible health services that will address gender concerns and people living with HIV/AIDS 

e) To improve on the district infrastructure.

f) To promote and address critical environmental concerns

1.3  
VISION
Eliminate poverty by building a strong self sustaining local economy

1.4 
MISSION

To achieve sustainable social economic development through efficient
Provision of quality services to the people of Kalungu district in confirmatory
With national policies and local priorities
1.5 
OUR VALUES AND PRINCIPLES
We undertake to be guided by the following values in the away we serve 
Our clients.
· Integrity
· Objectivity and impartiality 
· Professionalism.
· Transparency and accountability  

· Participation and involvement. 

· Continuous improvement

· Loyalty 
· Openness and information sharing
·  Effective and efficient resource use 
2.0    OUR PRINCIPAL SERVICES AND COMMITMENTS
  Our principal services are listed below and set commitment to ourselves 
2.1
Management Support Services 

We shall
(i)  monitor implementation of projects; guide and mentor lower local governments at least once in a quarter of a financial year. 

(ii)  Implement lawful council decisions with in a month 

(iii)  Transfer funds to all LLGs within five working days after receipt from the central government 

(iv) Edit and return the payroll by the 25th day of every month to the Ministry of Public service so that they effect payment of salaries to staff by the 28th of every month 

(v) Continuously sensitize and build capacity of our human resources and partners 
(vi) We shall Recruit 50% workers to fill vacant places in the district structure and Re-enforce where there has been gaps.
2.2  
Production and Marketing 

a).
COMMERCIAL SERVICES AND TRADE SECTOR

(i) We shall Inspect, supervise, audit and train at least 10 cooperative societies and hold 10 executive meetings with society leaders annually and at least 10 annual general meetings.
(ii) We shall revive  3 dormant cooperative organizations and facilitate formation of 3 new cooperative  societies annually
(iii) We shall  facilitate the  formation and conducting 6 executive committees for national chamber of commerce at sub-county, county and district
(iv) We shall Gather and disseminate market information to farmers and business community.
(v) We shall facilitate the Formation and promote 60 Farmers organizations for production and marketing purposes.  
(vi) We shall enhance local revenue collection through training and sensitization. 
(vii) We shall  Promote  one  identified tourist site annually
b).
 FISHERIES   SECTOR
(i) We shall ensure sustainable, optimum and suitable exploitation and rational utilization of fisheries resources. 
(ii)  We shall ensure proper fish handling, hygienic conditions of fish and fisheries products and strengthen fisheries management through establishment of BMUs   
(iii) We shall collect, analyze and compile fisheries data and promote aquaculture.  

(iv) We Shall correct revenue from fish related sources

c).
Crop Production Sector
(i) We shall mobilize and train at least 600 farmers in control of crop diseases annually
(ii) We shall monitor crop pests and diseases and institute Control Measures as and when the diseases and pests appear. 
(iii) We shall mobilize and train farmers to enable them identify Commercially Viable Enterprises including horticulture in the six Lower Local Governments.
(iv) We shall mobilize at least 40% of all households to have sufficient food through out the year.

(v) We shall mobilize and train at least 300 farmers in value addition and quality control for their produce.

(vi) We shall regulate and control quality of agricultural inputs such as planting materials, agro chemicals and tools in all the six Lower Local Governments.
(vii) We shall expand the capacity of at least three existing coffee nurseries.

(viii) We shall carry out data collection on crop production activities and weather status.
          d).
Animal Production Sector

(i) We shall carry out data collection of livestock farmers promote improved breeds to boost milk production in the district.

(ii) We shall carry out 20 simple modern feeding techniques   demonstrations annually.
(iii) We shall promote live stock farmers and train them to form dairy associations and collectively market milk so as to get good prices.
(iv) We shall carry out routine vaccination against Rabies, FMD and Lumpy skin diseases 4 times annually.
2.3 
Education and Sports                                       

(i) We shall increase enrollment rate from 75% to 90% and retention rate from 83% to 95% of all boys and girls of school going age in primary schools.

(ii) We shall inspect 85% of the 86 government aided  Primary schools ,  50%of the private primary schools,  50% of all government   aided  post-primary in the district at least once a term.

(iii) We shall reduce the Primary Leaving Examination failure rate from 11% to 9%.

(iv) We shall enforce co-curricular activities in 85% of the 86 Government aided primary schools in the district.

(v) We shall mobilize the parents to maintain and sustain all school infrastructures.
(vi) We shall put to good use all the existing text books in schools.

(vii) We shall mobilize all parents to feed their children while at school.
(viii) We shall Support cross-cutting problems e.g. HIV/AIDS, girl education, special needs and environment. 
(ix) We shall Monitor and inspect schools on a quarterly basis and Produce timely reports to responsible bodies. 
2.4
Health, Water and Sanitation 

(i) We shall attend to patients who  come  to a health clinic within  30 minutes

(ii) We shall increase DPT3 vaccine coverage from 80% to 95%.

(iii) We shall increase the number of OPD attendance per capita from 0.8 to 1.0.

(iv) We shall increase from 36% to 50 % the pregnant women who receive protection against malaria through IPT with 2 doses of Sp.

(v) We shall increase detection rate of Tuberculosis doses from 46% to 70%

(vi) We shall increase supervised deliveries from 32% to 50%.

(vii) We shall increase the number of HHs with pit latrines from 66% to 100%
(viii) We shall reduce HIV/AIDS prevalence rate from 8.9% to 8.5%.

(ix) We shall provide essential drugs to at least 95% Health Units throughout the year.

(x) We shall provide improved access to sustainable safe water from 56% to 75%. 

(xi) We shall provide 100% safe water to the population 
2.5
Works and Technical Services 

(i) We shall improve the functionality of water sources from 50% to 80 % by rehabilitating the non functional sources.

(ii) We shall improve access to improved and basic latrines coverage from 35% to 60%.

(iii) We shall  improve the level of hygiene and sanitation in communities of Kalungu district from 56% to 80%
(iv) We shall make sure that 80% of the district vehicles and plants are in good running condition.

(v) We shall  Ensure that 100% of works done are of good quality as per specification in the bid  document

                         vi)  We shall ensure that 50% of the district roads are in good condition 
2.6 Natural Resources Management 

(i) We shall promote wise use and protection of 100% of all natural        resources including wetlands and forests.
(ii) We shall offer Advise on various developments and provide due guidance to developers 

(iii) We shall attend to all clients as they come with maximum customer care within stipulated guidelines and regulations governing the sector.

(iv) We shall provide Environment impact review comments to relevant authorities within 3 weeks from the time of receipt at Kalungu District.

(v) We shall attend to 80% calls towards noise, pollution, wetland abuse, environmental advice.

(vi) We shall inspect all schools intending to be licensed /registered by Ministry of Education and Sports and give environmental` recommendations within two weeks from date of inspection.
(vii) All District development Projects shall be screened to ensure 85% are monitored for inspection of mitigation measures.

(viii) Know and display the list of wetlands in the district

(ix) Issuance of inspection forms so as natural resources are not destroyed

(x) Processing of surveys shall not exceed 5 weeks

(xi) Issuance of instructors to survey shall not exceed 5 weeks

(xii) Registration of land transactions shall not exceed 5 working days

(xiii) Advice on various developments and due guidance to be provided at any time during office hours
(xiv) Site inspection for developers should be carried out within a week from the submission date

(xv) Submitted building plans to approved within a period not exceeding 4 weeks

(xvi) Need for environmental assessment guide in order to protect wetlands
(xvii) Monitor all activities which intend to destroy the environment 

2.7
Finance and Planning, & Audit
(i) We shall annually collect 100% of the budgeted local revenue due to the Local Governments.

(ii) We shall provide up-dated information to all stakeholders for fact based planning and allocation of resources.

(iii) We shall prepare and submit mandatory financial and other reports within the statutory period 

(iv) We shall involve all stakeholders in the Planning process of the district

(v) All clients shall receive their trading licenses with in one week of lodging application.

(vi)  We shall embrace all information and technology innovations within the Sector

(vii)  We shall disburse funds to district agencies with in 5 days of receipt
(viii)   We shall follow all advances to ensure that accountability is done within a month of date of receiving the advance.
2.7 Council and Statutory Bodies
(i) We shall hold District Council Sessions to discuss pertinent issues of concern within the District.

(ii) We shall communicate the District Council resolutions and implement those policies where funds permit.

(iii) We shall facilitate Councilors to monitor Government and District projects and programmes.

(iv) We shall guarantee value for Government resources through adherence to accounting regulations.

(v) We shall offer guidance on land use and management to foster organized infrastructure development.

(vi) We shall recruit, confirm and discipline staff working in the District and ensure that they deliver our mandatory services to our clients.

(vii) We shall evaluate the District Council’s performance annually in comparison with the approved work plans and programmes.

(viii) We Shall establish all mandatory committees ,  boards and commissions 
(ix) We shall carry out quarterly Review of internal audit reports annually. 
(x) We shall Review the performance of the contracts awarded on a quarterly basis. 
2.8
Community Based Services
(i) We shall mobilize communities for all Government Development Programmes in the 6 Lower Local Governments.

(ii) We shall coordinate and network with all development partners including CBOs and NGOs.

(iii) We shall handle at least 30 cases of children in need of care and protection and make appropriate referrals.
(iv) We shall ensure all children homes are supervised and planned to ensure compliance with national laws and regulations.

(v) We shall train 105 Community Based Volunteers to handle Developmental issues of persons with Disabilities.

(vi) We shall support income generating projects to 50% of the PWD groups.

(vii) We shall identify, protect and promote good cultural practices in all the 6 Lower Local Governments.

(viii) We shall mainstream gender into all the Development Initiatives and advocate for women empowerment.

(ix) We shall sensitize people about labour laws from 70% to 80%

(x) We shall process a data base for all vulnerable groups

(xi) We shall register all work places in all the six lower local governments

(xii) We shall supervise all work places in the six lower Local Governments.

(xiii) We shall equip people with skills of Income Generating Activities and mobilize people about Small scale enterprises

We shall arbitrate labour related problems in at least 6 lower local Governments

Train employers and employees about their rights.

Xi We shall ensure that registration of CBOs is done within a day provided all requirements are submitted
(xiv) We shall Sensitize the youth about HIV/AIDS

3.0  
OUR CLIENTS. 
Our clients are both internal and external and include: 
· Central Government Ministries
· Departments, Agencies and Institutions

· Political leaders

· Religious leaders

· Development Partners

· Cultural leaders

· Civic leaders

· Employees

· Investors

· Producers

· Traders

· Researchers

· Farmers

· Suppliers / Service Providers

· Consumers

· General Public.

4.0    CLIENTS RIGHTS 
Our clients shall have the following rights:

(i) Access to timely and Quality services

(ii) Access to public information in accordance with the law 

(iii) Transparency in service delivery

(iv) Timely response and feedback 
(v) Be treated with respect
(vi) Equity, impartiality in access to district resources.
Our working hours:
DAYS; Monday – Friday (Except on public holidays)

TIME: 8.00 am to 5.00 p.m.
5.0  
CLIENTS OBLIGATIONS 
To realize this social contract, the district expects its clients to fulfill the following obligations 

(i) Embrace and participate in the implementation of the charter

(ii) Respond to requests for information by us thoroughly and timely

(iii) Demand for service provision

(iv) Appropriately identify their needs

(v) Contribute towards the development of their communities (materially, financially)

(vi) Deal with our staff with courtesy.

(vii) Clients should expect to receive a response on action being taken on their Complaint within 48 hours or 7 days. 
6.0    FEEDBACK  

Our clients will provide feedback through the following channels 
(i) Direct feedback to the person serving you.
(ii) Feedback through a supervisor who is readily available.

(iii) Writing to the Chief Administrative Officer 

(iv) Through workshops.

(v) Dialogue in form of meetings.

(vi) Suggestion Boxes 

7.0 
MANAGING COMPLAINTS  

In case of dissatisfaction, our clients are encouraged to file their complaints and suggestions through the following channels:

(i) The person serving them.

(ii) The supervisor or Head of Department

(iii) The person designated as the 'client services officer'
(iv) The Chief Administrative Officer.

The Client Services Officer and CAO shall do the following.  

(i) Record the complaint/ suggestion 

(ii) Provide feedback to the client and inform the aggrieved client of the remedial action with in 7 days. 

 8.0    APPEAL MECHANISMS 

In case our client is not satisfied with the way his/her complaints have been handled, they may appeal through the following process.

(i) The Head Of Department 

(ii) The Client Services Officer 

(iii) The Chief Administrative Officer 

(iv) The District Chair Person 

(v) The Resident District Commissioner 

Each of the appeal offices must provide a feed back and action taken within five working days 

9.0 
ACCOUNTABILITY FRAMEWORK
We undertake to remain accountable to our clients and stakeholders through the following mechanisms:

a) 
Annually publicize our performance against the commitments made in this charter.

b) 
Hold review meetings with our clients and stakeholders to present our performance results and engage them to obtain further feedback.

c) 
Participate in media events that provide our clients and stakeholders opportunities to hold us to account. Such events will include but not be limited to public interviews and talk-shows.

d) 
Posting all monthly financial reports and Audited accounts on public notice boards.

10.0 
 PERFORMANCE IMPROVEMENT

We remain committed to continuously addressing areas that are negatively impacting our performance. In this regard we shall:

a) 
Undertake annual review of this charter in a participatory manner to obtain the issue that our clients and stakeholders would like us to focus on.      

b) 
Rely on your support as we endeavor to implement these commitments.

The contacts

Kalungu District Local Government

P. O Box 1350 Masaka
Chief Administrative Officer:

Tel: 0772487040
         0702580846
PAGE  


                                                                                                          Page 8 of 15



